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Heart and Cancer Institutes Come to Life 
LVH–Schuylkill colleagues joined others around the health network to celebrate this 
week’s announcement that Lehigh Valley Heart Institute and Lehigh Valley Cancer 
Institute are now “official.” This is very meaningful for everyone at LVHN. Becoming an 
institute indicates a commitment to collaboratively conduct patient care, research and provider 
education at the highest level to better predict, prevent and combat disease. It’s a distinction 
that reaffirms LVHN’s position in the community as the best choice for heart and cancer care. 
On Feb. 2, colleagues from LVH–Schuylkill, LVPG–Schuylkill and throughout the health network 
gathered at their respective campuses as part of Go Red Day to call attention to the American 
Heart Association’s annual movement to end heart disease. At LVH–Schuylkill E. Norwegian 
Street, colleagues wore red, assembled in the shape of a giant heart and had their photo taken. 
Look for more photos from around the health network on LVHN’s social media pages.
In the coming weeks, you’ll see higher visibility of LVHN’s institutes as we work to make our 
colleagues and community fully aware that LVHN is the best place in the region for heart and 
cancer care.




In the media, social settings and 
everywhere you turn, someone is 
talking about this year’s flu season. 
There is no doubt the flu season has 
had an affect on all of us either as 
health care providers or patients.
Colleagues in infection prevention 
remind you to follow proper 
precautions and protocol to protect 
our patients, families, friends and 
ourselves from the flu. Here’s how:
  Practice proper hand hygiene.
  Clean work areas and high-touch 
areas with disinfectant wipes.
  Observe cough and sneeze 
etiquette.
  Educate patients and families 
about the flu.
  When caring for patients with the 
flu, use personal protective 
equipment (PPE). 
  Have masks, tissues, waste 
receptacles and hand sanitizer in 
all registration areas.
  Encourage all patients and visitors 
with flu-like symptoms to wear a 
mask.
LVH–Schuylkill colleagues are 
required to receive a flu shot. It is still 
the most effective way to prevent or 
lessen the severity of the flu. 
Encourage family members and 
friends to get the flu shot if they have 
not yet done so. LVH–Schuylkill also 
offers the flu shot to inpatients who 
have not yet been vaccinated. It is 
not too late. If visitors have the flu, 
they should not be visiting patients in 
the hospital.
CALENDAR OF EVENTS
“Little Red Dress” Event 




Stroke – Are You at Risk?
FREE Community Lecture
Tuesday, Feb. 20 • noon
LVHN Rehabilitation Center–Schuylkill
300 Schuylkill Medical Plaza Pottsville
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About me: My name is Terry Capuano, RN and I am the executive vice president and 
chief operating officer at Lehigh Valley Health Network (LVHN). I have worked at LVHN for 
30 years serving as COO for the last five years. I greatly enjoy meeting colleagues, sharing 


































































Creating a Great Customer Experience
What makes a great customer experience? Brands like 
Starbucks and Amazon devote significant time and resources to 
get the customer experience right. In fact, it’s their laser focus on 
the customer that makes them so successful. 
Getting it right builds brand loyalty and repeat business. It explains 
why consumers will drive miles to Starbucks for their morning brew. 
It’s also why I’m a repeat Amazon Prime customer. Buying on 
Amazon Prime is a consistently good experience. One click and my 
transaction is complete. And within two days an Amazon box – 
imprinted with their signature smile – arrives at my doorstep. 
Amazon’s brand loyalty was built on knowing what consumers 
want: convenience, value, selection and great customer service. 
Amazon has my business because it delivers a consistent 
experience every time. 
Unlike Amazon, LVHN is in the business of caring for people.  
Yet some of the same customer service principles apply – patients 
want to be treated with respect and have a consistently outstanding 
experience wherever they spend their time, energy and dollars.  
Our community expects a great experience from LVHN. And they 
deserve it. To do that, we can adopt attitudes and behaviors to 
help us increase satisfaction and loyalty for the health network. 
For starters, we can give patients and visitors a warm welcome 
when they arrive anywhere in the health network, when they call us on 
the phone or when they visit us online. It sounds simple, yet greeting 
our patients, family members and community in the same manner 
– at every interaction – will help us build trust and brand loyalty.
A WARM WELCOME AT EVERY TOUCHPOINT
At LVHN, we know that every interaction matters. It starts by 
making the PRIDE promise. That means making a commitment to 
always treating patients, family members and each other with  
PRIDE at every touchpoint in Hazleton, Schuylkill, Pocono and the 
Lehigh Valley. 
Touchpoints occur when a patient calls for information, an 
appointment or a test. They occur in our parking area, at the 
welcome desk and in the hallway. They happen during clinical visits, 
tests and hospital stays. And they occur when patients call us with 
a question about their bill. 
We create a warm welcome when we smile, make eye contact, 
solve a problem or explain why there is a wait time. Creating a 
warm welcome also means anticipating our patients’ needs. Are 
they cold, hungry, confused? If so, we can bring a warm blanket, 
guide them to the cafeteria or listen with empathy. 
We know that LVHN offers the highest level clinical care in our 
community, and we have the numbers to prove it. When we work 
together to combine exceptional clinical care with unbeatable 
customer service we’ll create tremendous brand loyalty for LVHN 
so patients will come back to us again and again. 
Guest services representative Luz Diaz offers a warm welcome 
and a warm blanket to patients arriving for care in the emergency 
department at LVH–Cedar Crest.






NEW PROGRAM FOR 
 MARIJUANA TREATMENT
The Counseling Center at LVH–
Schuylkill recently began offering a 
Marijuana Treatment Program for 
adolescents and adults. “It is an 
evidenced-based program that addresses 
the behavioral and biological causes of 
cannabis use disorder,” says William 
Rowan, Counseling Center Executive 
Director. “Our program combines motiva-
tional enhancement therapy, cognitive 
behavioral therapy and psychosocial 
problem solving.”
Cannabis use disorder is defined as 
the continued use of marijuana despite 
clinically significant distress or impair-
ment. Typically, it includes a person’s 
strong desire to take the drug, difficulties 
in controlling use, persisting it its use 
despite harmful consequences, a higher 
priority given to drug use than to other 
activities and obligations, increased 
tolerance and sometimes a physical 
withdrawal state. “Every individual is 
different,” Rowan says. “Our goal is to 
intervene, and offer help and hope.”
The program begins with a compre-
hensive assessment detailing the plan of 
care followed by identification of bio-
psychosocial factors that relate to cannabis 
use disorder. We then develop a plan to 
discontinue use. We also identify high-risk 
situations and triggers related to use and 
provide skill development to cope with 
cravings often associated with relapse. 
Patients may self-refer or come from 
other treatment agencies or health care 
professionals by contacting the Counseling 
Center at 570-622-5898. Most insurance 
programs cover the cost of the program. 
The program is offered at both the LVHN 
Healthplex–St. Clair, 502 South Second 
Street, Suite A, or LVHN Health Center–
North, 10 East Spruce Street, Frackville.
Submit Suggestions to the Bright Idea Generator
Have you ever come across something in the course of your daily duties at LVHN 
that made you wonder: “If only we could do this instead?” That’s the kind of thinking 
we’re hoping to turn into a positive step forward for our health network.
Our colleagues have a lot of great ideas for 
making LVHN’s future even brighter, and now 
we have a place to go with those inspirations. 
It’s called the LVHN Bright Idea Generator. It’s a 
simple, easily accessible process for colleagues 
to submit ideas about how we can be more innovative in our care and processes, improve 
the patient experience, help the community access our services and more. 
The Bright Idea Generator is accessible from the intranet home page. Look for the shining 
lightbulb icon, which will take you to a form where you can present your idea. For example:
  Clinical innovations – Imagination, inspiration, ideation and innovation are everywhere, 
especially within our LVHN family. The Air Products Center for Connected Care and 
Innovation is looking to harness your ideas related to technological, process or financial 
improvements that support LVHN’s Triple Aim (Better Health, Better Care and Better Cost).
  Improving the patient experience – It’s everyone’s responsibility to help ensure our 
facilities are clean, easy to navigate and comfortable. If you see something that needs 
fixing or improvements, let us know and share your ideas. Maybe you have observed 
patients waiting for an extended period, or having difficulty finding a parking spot or a 
doctor’s office. Are there things we can be doing better?
  Improving access – We’ve made great strides to make sure accessing our quality 
care is more convenient. People can call (888-402-LVHN), click (LVHN.org or MyLVHN) 
or walk in (ExpressCARE without an appointment, even check real-time wait times on 
LVHN.org). Do you have other ideas for this vital initiative? 
Your suggestion will be routed to the appropriate department. Depending on the 
suggestion, you may be asked if you’d like to participate in finding the solution. 
Please give us your ideas and help make the best health network in the region even better.
DAISY Award Candidates Identified
LVH–Schuylkill’s DAISY Award program is off to a strong 
start. “Nominations have already been coming in since we 
launched the program in early January,” says Melissa 
Williams, RN, Clinical Manager of Maternal/Child Health. 
Williams and Erica Kane, RN, Clinical Manager of Stine Acute 
Rehab, are co-coordinators of the program at LVH–Schuylkill.
DAISY (Diseases Attacking the Immune System) is a 
national foundation that recognizes nurses. More than 2,700 
hospitals worldwide participate. In 2000, the family of the late 
J. Patrick Barnes created the foundation in his memory to 
honor and recognize the exemplary clinical skills and 
heartwarming compassionate care that each of his nurses 
provided. Barnes had an immune disorder that required 
extensive, intensive care during the last eight weeks of his life.
Custom-designed and decorated DAISY boxes are located 
on every patient unit as well as our main lobbies. Colleagues, patients, families and 
volunteers are encouraged to complete a nomination form and put it in one of the DAISY 
boxes. Each quarter, one registered nurse will be chosen to receive the DAISY award. 
“So far, colleagues and families of patients have submitted nominations,” Kane says. 
“We even received one via the U.S. Postal Service. It has been a great response in a 
short time.”
DAISY award recipients 
will receive a special 
parking spot for the 
quarter at either 
hospital campus. 
